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MISSION STATEMENT:
To serve our community by exploring, developing,
implementing, and supporting effective uses of
technology through departmental partnerships. 

INFORMATION SERVICES DEPARTMENT

The Information Services Department (ISD) is a customer service centric organization providing
information technology services and support to all City departments.  Recent management changes
have resulted in a renewed excitement about opportunities to produce measurable results that
make a difference.  Under this new management, ISD has already:

• Revamped the methodologies for internal charges;
• Established Service Level Agreements

(SLA’s); and
• Developed a new look for the City’s

Website.

A Citywide assessment of Information
Technology (IT) needs is underway, which will
address a multitude of service delivery
opportunities.  The recommendations will serve
as a basis for the City’s Information Technology
Strategic Plan.  This IT Strategic Plan will
address maintenance of essential services, and
how to provide continuous improvements in
service delivery in a fiscally responsible manner,
while remaining cognizant of current budgetary
constraints.

Many of ISD’s current performance measures aim to keep costs down while concentrating on
successful delivery of quality customer services to departmental customers and the City of Fresno
residents.  ISD services to City departments are delivered by three specific divisions; Computer
Services, Systems Applications, and Information Services Administration. 

Computer Services Division:  The Computer Services Division supports the Citywide data
network, which includes workstation hardware and software, printers, e-mail, technical training,
computer operations functions, and the Help Desk call center.  The Help Desk call center currently
responds to nearly 7,000 calls per year.

Systems Applications Division:  The Systems Applications Division provides analysis,
programming, systems integration and interfaces, database administration, and PeopleSoft
administration services for all City departments.  The primary systems supported include the
Geographical Information Systems (GIS), PeopleSoft Human Resources and Financials, HTE, the
City's intranet/internet website, Oracle, and numerous specialized applications. 

Administration Division:  The Administration Division is responsible for Information Technology
leadership, IT project management services, contract and licensing management, as well as
computer equipment and software procurement for all City departments.  The Chief Information
Officer (CIO) / Director is responsible for ISD operations and provides Citywide technology strategic
planning and vision. Division staff is responsible for preparation and management of the ISD
departmental budget, inter-departmental charges, and project coordination. 
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FY 2002/2003 ACCOMPLISHMENTS

Systems Applications Division

• City of Fresno Website:  In partnership with the Mayor, City Manager, City Council members,
and City departments, ISD completed a major reconstruction of the City’s website.  The site
received a fresh and aesthetically pleasing new look, as well as retooled for easier navigation
in conjunction with the Americans with Disabilities Act guidelines.  In alignment with the Mayor’s
initiative for success of keeping the City moving forward, the new site presents a more positive
image of our City, and provides improved service and information access to our citizenry and
to our visitors from throughout the World Wide Web.

• Time Tracking:  ISD implemented Web TimeSheets , a time tracking system that allows ISD
staff to keep track of hours spent on assignments and projects.  The system allows managers
to monitor project status and realign priorities when required by customer needs.  Reports
produced by this system provide ISD with information necessary to accurately assess costs and
project completion estimates.

• GIS Routing Project:  Working in conjunction with the Solid Waste Division, ISD’s GIS group
completed a multi-year effort to analyze and produce an optimal route solution for Solid Waste
commercial collection services.  Solid Waste expects to realize significant savings as a result
of this collaborative project, allowing for the maintenance of essential services through better
planning with technology.

Computer Services Division

• Standardized Support Services:  Computer Services has installed 345 new Dell Optiplex
workstations as part of ISD’s standardization efforts and upgraded 175 workstations, providing
a desktop environment that is more reliable, easier to support, requires less room, and includes
a four year onsite warranty.

• E-mail Support:  An Email "SPAM" server has been installed to filter out unsolicited Internet e-
mail.  Approximately, 90,000 bulk documents (Spam) per month are filtered prior to reaching
the City’s e-mail users.  This server saves 120 hours per month on average in Citywide
employee productivity.  The server is expected to reduce the amount of e-mail that requires
intervention action, and will increase resource productivity. 

• MSC Network:  The data network hardware infrastructure on the MSC campus has been
replaced with a state-of-the art router and eleven switches to improve quality of services to
those users.

Information Services Administration

• Internal Service Charges:  The methodologies for internal charge allocations to departments
were revamped, in collaboration with the Budget and Management Studies Division.  Detailing
the primary six areas of service provided by ISD, charge information was produced and
presented to each Department Director by the CIO.  The methodologies used and Department’s
increases or decreases were discussed in detail.  The six primary areas of service provided are
desktop support, network support, HTE, PeopleSoft, GIS, and specialized applications that
were implemented to meet unique process needs.

• Service Level Agreements:  ISD established Service Level Agreements (SLAs) with
departments for each of the six areas of service.  Performance Measurements were revised
to align SLAs with demonstrable and measurable goals and objectives.
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FY 2003/2004 ISSUES

• IT Strategic Plan:  Management studies conducted by the Affiliated Computer Services,
Incorporated and the Macias Group in FY 2002 recommended that a Citywide Information
Technology Strategic Plan be developed.  This plan should detail technology needs,
maintenance requirements, disaster recovery planning, establish priorities, and estimate
required funding and necessary resources over the next five years.  The Technology Strategic
Plan is an essential tool in guiding the City’s IT vision, mission, and goals.  As a first step, the
City has contracted with Pacific Technologies, Inc. (PTI) to conduct a Citywide Information
Technology Service Needs assessment, with a final report to be delivered before June 2003.

• PeopleSoft HRMS (Human Resources) Upgrade:  Maintenance for the City’s version of this
product will cease in July 2003.  ISD’s Systems Applications Division has undertaken the
upgrade implementation, which will web-enable current business processes to allow for faster
and easier access to information.  Due to new software features and process changes,
customer training will be an important component in the project’s success.  

• Infrastructure Improvements:  As technology improvements are made to the City’s existing
products, the City’s communications infrastructure must be expanded to facilitate increased
bandwidth requirements.  Much of the current cabling is inadequate to handle the volume of
“traffic” generated by expanded systems and increased number of users.  Upgrading the
existing cable infrastructure is the equivalent of building a new expressway to alleviate vehicle
traffic congestion.  Rewiring of City Hall with new infrastructure must be completed to produce
optimal throughput, ensuring smooth and efficient network operations, and taking full
advantage of the higher speed processing systems being implemented. 

• GIS Migration to Oracle:  Oracle has quickly become the GIS de facto standard, requiring the
migration to remain compatible with other entities, which include the County of Fresno and the
City of Clovis.  The migration will improve inter-departmental sharing of spatial data without the
cost and resource requirements for data conversions.  The citizens of Fresno will benefit by
having complete parcel data available from one source.  The City benefits by gaining the ability
to exchange geographic information more efficiently between departments and with other
entities. 

• Document Imaging Pilot Project:  The implementation of a document imaging pilot project will
provide the City with the foundation for a strategic and robust document storage platform that
can grow to meet a variety of needs.  The objective is to deploy a system that will have the
ability to integrate with other systems currently in use, make records available to the public via
the website, reduce paper records storage, and increase the ability to search and retrieve
documents.   The City Clerk’s Office and the City Attorney’s Department are considered the
best candidates for this pilot project.
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Information Services
Director/CIO

Administration Division

 1 Management Analyst III
 1 Management Analyst II
 2 Information Services Manager
 1 Staff Assistant
 1 Computer System Specialist III
 1 Executive Secretary

Systems Applications Division

  1    Information Services Manager
  3    Data Base Administrator
  2    Programmer/Analyst IV
10    Programmer/Analyst III
  4    Programmer/Analyst II
  1.8 Computer Systems Technician
  2    Information Services Supervisor

Computer Services Division

 1 Information Services Manager
 1 Systems Security Administrator
 3 Sr. Network Systems Specialist
 4 Network Systems Specialist
 1 Computer Systems Technician
 1 Computer Operator III
 2 Computer Operator II
 1 Computer Systems Specialist III
 6 Computer Systems Specialist II

ORGANIZATION CHART - FY 2004

 51.00 Permanent Full-Time Positions
   0.80 Permanent Part-Time Full-Time Equivalents
 51.80 Authorized Positions
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AUTHORIZED POSITIONS SUMMARY

DIVISION FY 2002 FY 2003 FY 2004
Administration Division 4.39 6.00 8.00

Systems Application Division 25.35 28.00 23.80
Computer Services Division 21.12 21.00 20.00
Enterprise Resource & Planning Division 4.00 0.00 0.00

TOTAL 54.86 55.00 51.80
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AUTHORIZED POSITIONS

Administration Division Authorized
Positions

Budgeted
Positions

Title FY 2002 FY 2003 FY 2004

PERMANENT FULL-TIME
Director of Information Services/CIO 1.00 1.00 1.00
Executive Secretary 0.00 0.00 1.00
Management Analyst II 1.00 1.00 1.00
Management Analyst III 1.00 1.00 1.00
Information Services Manager 0.00 1.00 2.00
Senior Secretary 0.00 1.00 0.00
Staff Assistant 1.00 0.00 1.00
Computer Systems Specialist III 0.00 0.00 1.00

Full-Time Total 4.00 5.00 8.00

TEMPORARY WAGES
Information Services Aide 0.39 1.00 0.00

FTE Total 0.39 1.00 0.00

Division Total 4.39 6.00 8.00

Systems Applications Division Authorized
Positions

Budgeted
Positions

Title FY 2002 FY 2003 FY 2004

PERMANENT FULL-TIME
Computer Systems Technician 1.00 1.00 1.00
Data Base Administrator 2.75 3.00 3.00
Information Services Manager 1.00 1.00 1.00
Information Services Supervisor 0.00 0.00 2.00
Programmer/Analyst II 7.00 6.00 4.00
Programmer/Analyst III 10.00 10.00 10.00
Programmer/Analyst IV 2.00 2.00 2.00
Sr. HR/Risk Analyst 0.00 1.00 0.00
Sr. Accountant/Auditor 0.00 1.00 0.00
Staff Assistant 0.00 1.00 0.00

Full-Time Total 23.75 26.00 23.00

PERMANENT PART-TIME
Computer Systems Technician 0.00 0.00 0.80

Full-Time Total 0.00 0.00 0.80
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Budgeted
Positions

Title FY 2002 FY 2003 FY 2004
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TEMPORARY WAGES
Information Services Aide I 1.60 2.00 0.00

FTE Total 1.60 2.00 0.00

Division Total 25.35 28.00 23.80

Computer Services Division
Title

PERMANENT FULL-TIME
Computer Operator II 2.00 2.00 2.00
Computer Operator III 1.00 1.00 1.00
Computer Systems Specialist III 2.00 2.00 1.00
Computer Systems Specialist I 0.00 0.00 0.00
Computer Systems Specialist II 6.00 6.00 6.00
Computer Systems Technician 1.00 1.00 1.00
Information Services Manager 1.00 1.00 1.00
Network Systems Specialist 3.00 3.00 4.00
Senior Network Systems Specialist 2.00 3.00 3.00
Systems Programmer II 1.00 1.00 0.00
Systems Security Administrator 1.00 1.00 1.00

Full-Time Total 20.00 21.00 20.00

Division Total 20.00 21.00 20.00

TEMPORARY WAGES
Information Service Aide 1.12 0.00 0.00

FTE Total 1.12 0.00 0.00

Division Total 21.12 21.00 20.00

Enterprise Resource Planning 
Title

PERMANENT FULL-TIME
Information Services Manager 1.00 0.00 0.00
Senior Accountant-Auditor 1.00 0.00 0.00
Senior HR/Risk Analyst 1.00 0.00 0.00
Information Services Aide I 1.00 0.00 0.00

Full-Time Total 4.00 0.00 0.00
Division Total 4.00 0.00 0.00
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Total Help Desk Service Calls
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MANAGEMENT BY OBJECTIVE

Information Services Administration Division

MBO Measure Performance

FY 2003 FY 2004

Process paperwork for computer
purchases in an expedient
manner.

Place computer equipment
orders.

99% 99%

Track inventory of computer
 equipment throughout the year.

Percent of computer
equipment accurately
inventoried.

80% 90%

Systems Applications Division

MBO Measure Performance

FY 2003 FY 2004

Resolve Help Desk Issues
Assigned to Systems
Applications.

Resolve issues within
internal time line of five
days.

70% 70%

Development of GIS. Percent of GIS projects
completed as scheduled.

80% 80%

General Department support. People Soft Database
performance.

90% 90%

Computer Services Division

MBO Measure Performance

FY 2003 FY 2004

Support network infrastructure. Percent GroupWise up-time.

Percent Internet up-time.

Percent Police WAN up-time.

Percent Fire WAN up-time.

Percent other WAN up-time.

Percent of data backed up
daily/weekly.

99.68%

99.40%

99.51%

99.44%

99.46%

97.00%

99.50%

99.50%

99.50%

99.50%

99.50%

95.00%
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UNFUNDED NEEDS

Investing Strength

• Salary Cost of Living Increases:  FY 2004 pay increases are not included in the base operating
budget. It will be difficult to absorb these increases, given a $72,600 net increase in
interdepartmental and pension obligation bond charges.

• Computer Aided Drafting Design Workstation Upgrades:  There are approximately 70 CADD
workstations Citywide (i.e., Police, Fire, ISD, Development, Airports, DPU, and DPW) that are
not covered under the City’s standard desktop rotation plan due to being four times as
expensive.

< Consequences:  Existing workstations will not be able to run newly released
applications. Cost:  $82,000.

• PeopleSoft Financials Upgrade:  Vendor support of the City’s version of PeopleSoft Financials
expired at the end of March, 2003.  The City must migrate to the next version to maintain
vendor support which includes tax updates and system enhancements. 

< Consequences:  If the City chooses not to migrate to the next version of PeopleSoft
Financials,  it will be faced with the task of undergoing a full financial system
implementation at an estimated cost of three to five million dollars within three years.
An application  version life cycle starts on the day of general availability and ends in four
years.  The version that the City must migrate to was released in March, 2002. Three
years of support would remain on the newest version, if implemented in FY 2004.
Cost:  $1,200,000.

• Network Test Equipment:  Existing equipment is obsolete.  Procurement of advanced
diagnostic tools will decrease the time required to troubleshoot network performance problems,
resulting in increased network performance and reliability.

< Consequences:  ISD staff will have to rely on time-consuming trial and error approaches
to troubleshooting system and network performance problems.
Cost:  $50,000.

• Email Conversion from GroupWise to Microsoft Exchange:  With the dominance of Microsoft
Exchange in the email marketplace, fewer and fewer new products are being produced that
integrate with the current GroupWise Email product.  Converting to Microsoft Exchange would
allow the use of leading products (including Microsoft's Outlook) and provide the ability to take
advantage of such innovations as wireless email delivery to hand held PDA's (Personal Digital
Assistants).

< Consequences: The city will not benefit from advanced features available in state of the art
software and hardware products.
Cost:  $465,000.
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BUDGET COMMENTS

• In FY 2003, an interdepartmental (ID) charge study was conducted by  the Budget and
Management Studies Division (BMSD) to review ID methodologies for the Internal Service Fund
(ISF) Departments.  BMSD interviewed each ISF Department and followed up with the
Departments with 1) the study’s findings and 2) recommendations.  As per the ISF study, the
Department revamped their ID methodology which was implemented in the FY 2004 budget
build.  The methodology allocates a Department’s costs into six areas of services provided.

< Desktop support
< Network support
< HTE
< PeopleSoft
< GIS
< Specialized Applications

The implementation should give ISD the ability to respond to customers regarding their charges
and defend the ever increasing costs of technology.

• The Information Technology (IT) Strategic Plan will be developed in-house utilizing the
expertise of the Chief Information Officer.  The Department’s operating budget includes
$10,000 for consulting services as an additional resource to completing the IT Strategic plan.

• The budget includes re-wiring of City Hall costing $200,000.  Funding the first phase of the
project was provided in FY 2003.  The second phase will be funded by the System Acquisition
and Maintenance Fund balance.

< The existing infrastructure, that was installed in 1992, is seriously challenged to manage
a greater volume of information effectively.  The functionality of new applications and
workstations is being restricted by this situation.  The new wiring would add 65 times the
capacity to transmit information (bandwidth) as required by today’s applications.  In
essence, it would be similar to expanding a freeway from three lanes to five lanes in order
to handle an increasing number of commuters.

• The budget includes upgrading the current backup system costing $70,000.  This project will
also be funded by the System Acquisition and Maintenance Fund balance.

< The key elements for replacing the existing system is 1) the age of the current system  (five
years which is at the end of its useful life), 2) the extensive duration to restore critical data
(i.e., 40+ hours in December 2002), and a limited reporting function identifying a complete
backup takes place.
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DEPARTMENT FUNDING BY SOURCE

Fund
FY 2001
Actuals

FY 2002 
Actuals

FY 2003
Adopted

FY 2004
Proposed

FY 2004
Adopted

Information Services Admin. $ 611,385 $ 517,258 $ 900,300 $ 756,900 $ 756,900
Systems Applications 2,089,566 1,971,291 2,291,400 2,367,500 2,367,500
Computer Services 2,194,808 1,933,832 2,008,400 2,015,400 2,015,400
System Acquisition & Maint. 7,116,218 6,686,843 6,428,000 5,081,800 5,081,800
Enterprise Resources Planning 273,765 427,199 0 0 0

TOTAL $ 12,285,742 $ 11,536,423 $ 11,628,100 $ 10,221,600 $ 10,221,600

DEPARTMENT SUMMARY APPROPRIATIONS

Expenditures
FY 2001
Actuals

FY 2002
Actuals

FY 2003
Adopted

FY 2004
Proposed

FY 2004
Adopted

Information Services Admin. $ 430,292 $ 381,733 $ 520,600 $ 859,100 $ 859,100
Systems Applications 1,749,796 1,935,154 2,433,200 2,181,400 2,181,400
Computer Services 1,820,155 1,743,516 1,940,500 1,928,700 1,928,700
System Acquisition & Maint. 5,687,468 6,141,597 6,200,300 3,982,500 3,982,500
Enterprise Resources Planning 270,882 290,358 0 0 0

TOTAL $ 9,958,593 $ 10,492,358 $ 11,094,600 $ 8,951,700 $ 8,951,700






















